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CIVIL  AERONAUTICS  BOARD 
Draft  Consumer  Program 

agency:  Civil  Aeronautics  Board. 

action:  Publication  of  Draft  Consumer  Program. 

summary:  The  CAB  invites  public  comment  on  its 
draft  consumer  program  which  is  being  published  in 
voluntary  compliance  with  Executive  Order  12160. 
DATES:  Comments  should  be  received  by  March  10, 
1980.  Comments  and  other  relevant  information 
received  after  this  date  will  be  considered  by  the 
Board  only  to  the  extent  practicable. 

ADDRESSES:  Five  copies  of  written  or  typed  comments 
should  be  sent  to  Docket  37145,  Civil  Aeronautics 
Board,  1825  Connecticut  Avenue,  N.W.,  Washington, 
D.C.  20428.  Individual  consumers  may  submit  their 
views  and  comments  without  filing  multiple  copies. 

Comments  may  be  examined  at  the  Docket  Section 
of  the  Civil  Aeronautics  Board,  Room  711,  Universal 
Building,  1825  Connecticut  Avenue,  N.W.,  Washington, 
D.C. 

FOR  FURTHER  INFORMATION  CONTACT:  Desta  B. 
McDowell,  Bureau  of  Consumer  Protection,  Civil 
Aeronautics  Board,  1825  Connecticut  Avenue,  N.W., 
Washington,  D.C.  20428;  202-673-5482. 

INTRODUCTION 

The  Civil  Aeronautics  Board,  with  a  staff  of 
approximately  760  employees,  regulates  the  economic 
aspects  of  air  transportation.  The  Airline  Deregulation 
Act  of  1978  phases  out  regulation  of  domestic  airline 
routes  at  the  end  of  1981,  air  fares  at  the  beginning  of 
1983,  and  the  CAB  itself  in  1985.  The  guiding  principle 
in  air  travel  is  free  competition,  with  the  Board’s  main 
job  being  to  assure  that  market  forces  and  consumer 
choices  determine  the  fares  and  services  airlines  offer. 
At  the  same  time,  the  Board  continues  to  put  a  strong 
emphasis  on  educating  the  public  and  on  consumer 
protection  activities  in  areas  where  market  forces  have 
not  proved  adequate. 

The  commitment  to  serve  the  traveling  public  comes 
from  the  Chairman  and  Members  of  the  Board,  and  is 
transmitted  from  them  through  the  entire  agency. 

Every  person  who  helps  form  agency  policies  must  pay 
careful  attention  to  what  effect  any  decision  will  have 
on  the  general  public,  and  in  a  very  real  sense  the 
entire  agency  is  involved  in  consumer  affairs  and 
consumer  protection  activities.  Staff  members  who 
prepare  the  Board's  rulemaking  proposals,  orders,  and 
regulations  must  be  sure  they  use  language  that 
ordinary  people  can  understand. 

The  Bureau  of  Consumer  Protection,  a  major 
operating  bureau  of  the  Board,  was  created  in  mid- 
1978.  The  main  reasons  for  this  reorganization  were  to 
increase  the  Board’s  ability  to  inform,  assist  and 
protect  consumers  in  their  dealings  with  the  air 
transportation  industry,  to  underscore  the  commitment 
to  have  consumer  interests  adequately  considered  in 
matters  that  come  before  the  Board,  to  increase  the 
Board’s  capability  in  the  antitrust  enforcement  area. 


and  to  help  consumers  and  airlines  resolve  their 
disputes  in  a  fair,  effective  and  timely  manner. 

The  Airline  Deregulation  Act  guarantees  essential 
air  service  to  small  communities.  Under  this  program, 
the  Board’s  Office  of  Community  and  Congressional 
Relations  (OCCR)  assists  communities  in  seeking 
replacement  carriers  when  air  service  dislocations 
occur.  Regional  representatives  of  OCCR  serves  as  a 
link  between  the  Board  and  State  and  local 
governments. 

Given  the  decision  made  by  Congress  for  the  agency 
to  go  out  of  business  on  December  31, 1984,  we  will  be 
continually  reassessing  our  programs  and  priorities 
over  the  next  five  years.  During  this  period,  we  will  be 
studying  our  consumer  protection  role  to  determine 
what  assistance  consumers  will  need  after  the  sunset 
of  the  Board  and  the  best  way  to  provide  that 
assistance.  This  may  involve  transferring  functions  to 
other  federal  agencies  or  to  state  and  local 
governments.  The  following  program,  which  we  are 
publishing  at  this  time  in  voluntary  compliance  with 
Executive  Order  12160,  is  already  in  place  and  will  be 
revised  as  the  needs  of  the  public  change,  and  as  the 
CAB  phases  out  its  activities. 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 

Staff  Location 

The  consumer  affairs  staff  of  the  CAB  is  located  in 
the  Bureau  of  Consumer  Protection  (BCP).  This  Bureau 
is  responsible  for  assuring  adequate  evaluation  and 
representation  of  consumer  interests  in  matters  that 
come  before  the  Board.  The  Director  of  BCP,  who 
reports  to  the  Chairman  of  the  agency,  directs  the 
Board’s  programs  to  provide  consumers  with 
information  and  assistance,  advises  the  Board  on  the 
consumer  interest  aspects  of  current  and  proposed 
policies,  programs  and  decisions,  and  develops  and 
proposes  to  the  Board  positions  it  should  take  on 
consumer  issues. 

Organizational  chart  #1  shows  the  placement  of  the 
Bureau  of  Consumer  Protection  within  the  Board. 
Organization  chart  #2  shows  the  structure  of  the 
Bureau. 

The  principal  office  of  the  Bureau  of  Consumer 
Protection  is  located  on  the  fifth  floor  of  the  Universal 
Building,  1825  Connecticut  Avenue,  N.W.,  in 
Washington,  D.C.  BCP  regional  offices  are  located  in 
Chicago,  Fort  Worth,  Miami,  New  York,  Los  Angeles, 
and  Seattle. 

Size  and  Resources 

The  Bureau  of  Consumer  Protection  is  currently 
staffed  with  70  professional  and  32  clerical  employees, 
including  temporary  and  part-time  personnel.  Ninety- 
eight  of  these  are  permanent  positions,  of  which  12  are 
assigned  to  antitrust  enforcement  on  a  full-time  basis, 
23  are  involved  in  legal  analysis  and  litigation 
activities  to  enforce  the  Federal  Aviation  Act  and  CAB 
regulations,  13  are  involved  in  investigation  and  audit 
functions,  and  15  are  assigned  to  BCP  regional 
assistance  activities.  The  Bureau  employs  12 
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professional  consumer  protection  analysts  who  deal 
directly  with  air  travellers  and  airlines  in  providing 
information  and  assistance  in  resolving  complaints. 
The  distribution  of  positions  in  BCP  is  shown  in  the 
attached  staffing  plan.  We  expect  the  BCP’s  staffing 
level  will  decrease  gradually  over  the  next  five  years 
as  the  agency  prepares  for  sunset. 

Responsibilities 

In  addition  to  providing  a  consumer  affairs 
perspective,  as  described  in  Subsection  l-401(a)  of 
Executive  Order  12160,  the  Bureau  of  Consumer  ' 
Protection  works  to  educate,  assist  and  protect 
consumers  in  their  dealings  with  the  airline  and  air 
travel  industries.  It  also  has  responsibility  for 
monitoring  and  promoting  observance  of  the  federal 
antitrust  laws  by  companies  under  the  Board's 
jurisdiction,  and  for  enforcing  the  economic  provisions 
of  the  Federal  Aviation  Act,  and  the  Board’s  orders, 
regulations  and  other  requirements. 

Relationship  With  Other  Consumer  Personnel  and 
Agency  Operating  Units 

BCP  cooperates  and  works  with  other  federal,  state 
and  local  government  agencies  in  connection  with  a 
broad  spectrum  of  antitrust  and  consumer  issues.  It 
also  assists  Congressional  offices  in  handling  and 
responding  to  individual  consumer  problems 
encountered  by  constituents.  The  Bureau  is  currently 
developing  a  program  to  transfer  consumer  affairs 
functions  that  may  still  be  required  after  1985  to  state 
and  local  authorities  and  to  other  federal  agencies. 

Participation  in  Development  and  Review  of  Agency 
Rules,  Policies,  Programs  and  Legislation 

BCP  participates  at  all  levels  of  the  Board’s  decision¬ 
making  process  and  is  on  an  equal  footing  with  other 
principal  operating  components  of  the  agency.  The 
Bureau  is  actively  involved  in  reviewing  and  proposing 
rules,  policies  and  programs  of  the  agency,  including 
recommended  legislative  changes,  and  is  responsible, 
under  delegated  authority,  for  instituting  legal  actions 
in  court  and  before  the  agency  to  enforce  consumer 
protection  regulations  and  to  prevent  unfair  or 
deceptive  practices  in  air  transportation.  BCP  has 
access  to  and  frequently  calls  on  the  expertise  of  other 
staff  elements  to  assist  in  developing  programs  and 
policies  for  the  Board. 

BCP  is  kept  fuHv  informed  of  all  proceedings  that 
come  before  the  Board  through  internal 
communications  and  public  dockets.  The  staff  of  the 
Bureau  receives  copies  of  all  Board  orders,  regulations 
and  other  publications,  and  has  access  to  comments 
filed  in  the  dockets. 

Because  the  CAB  is  a  relatively  small  agency,  the 
Bureau’s  staff  is  in  daily  contact  with  the  policy¬ 
making  components  of  other  bureaus  and  offices  on  a 
routine  basis.  BCP  has  excellent  communication  with 
other  key  staff  components. 

Through  formal  internal  coordination  procedures, 
BCP  is  consulted  on  policy  and  regulatory  matters 
significantly  affecting  consumers,  before  submission  of 


staff  recommendations  for  Board  action.  It  is  also 
represented  on  and  takes  active  part  in  agency-wide 
task  forces  working  on  specific  policy  issues  and 
programs  affecting  consumers.  Documents  prepared 
for  Board  action  are  routinely  circulated  to  BCP  for 
review  and  comment.  The  Director  and  professional 
staff  members  attend  Board  sunshine  meetings  in 
which  members  discuss  and  vote  on  proposals,  and 
they  participate  actively  in  the  discussion  before  the 
Board  makes  its  final  decision. 

BCP  has  the  opportunity  to  participate  fully  in  all 
phases  of  the  Board’s  decision-making  process  from 
the  initial  stage  of  policy  development  at  the  staff 
level,  through  drafting  of  regulations  and  orders,  and 
in  making  recommendations  to  the  Board  for  adoption 
of  final  orders  and  rules.  However,  when  the  Bureau 
intervenes  or  participates  as  a  party  in  a  formal 
hearing  matter,  its  staff  communicates  with  the  Board 
only  through  briefs  and  other  filings  in  the  docket  and 
does  not  advise  the  Board  in  a  staff  capacity. 

BCP  has  the  authority  to  propose  rulemaking, 
institute  enforcement  cases,  seek  assessments  of  civil 
penalties  for  violations,  and  participate  in  other 
proceedings  before  the  Board. 

II.  CONSUMER  PARTICIPATION 

When  Consumer  Participation  in  Agency 
Decisionmaking  Begins 

Part  302  of  the  Board’s  Economic  Regulations  (14 
CFR  302]  provides  for  broad  public  participation  in 
Board  proceedings.  In  addition  to  informal  complaints, 
individuals  or  consumer  groups  may  petition  for 
rulemaking,  comment  on  show  cause  orders  or 
proposed  regulations,  file  formal  third-party 
enforcement  complaints,  and  initiate  other 
proceedings.  They  may  also  participate  as  a  party  in 
other  docketed  matters,  and  file  written  comments  and 
testify  in  public  hearings.  If  consumers  disagree  with  a 
Board  decision,  they  may  file  petitions  asking  for 
reconsideration. 

The  Board  has  simplified  procedures  for  consumer 
participation.  In  rulemaking  cases,  individual  members 
of  the  public  may  submit  a  single  copy  of  comments  or 
other  filings  in  the  docket,  rather  than  the  19  usually 
required.  The  Board  liberally  applies  the  criteria  for 
formal  intervention  in  its  proceedings  to  facilitate  and 
encourage  effective  participation  by  members  of  the 
public. 

In  order  to  insure  a  balanced  record  in  proceedings 
directly  affecting  the  consumer  interest,  the  Board 
adopted  a  regulation  (14  CFR  304)  in  1978  to  provide 
funding  for  public  participation.  A  committee  made  up 
of  the  Managing  Director,  the  Director  of  the  Office  of 
Economic  Analysis,  and  the  General  Counsel,  was  set 
up  to  evaluate  applications  and  made  selections  for 
funding.  The  purpose  of  providing  public  participation 
funds  is  to  attract  points  of  view  that  otherwise  would 
not  be  represented. 

Information  about  how  to  apply  for  public 
participation  funding  was  included  in  several  Notices 
of  Proposed  Rulemaking  issued  by  the  CAB.  The  Board 
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has  also  published  a  booklet  detailing  the  application 
procedure.' 

The  Board  has  provided  funding  under  this  program 
to  promote  participation  by  public  interest 
organizations  in  this  field  of  consumer  protection  and 
the  rights  of  the  handicapped.  However,  the  program 
was  terminated  as  of  September  30, 1979,  due  to 
budgetary  constraints. 

Avenues  of  Participation 

Consumers  and  consumer  groups  may  communicate 
informally  with  BCP  and  other  staff  elements  on  any 
matter  of  concern  to  them  through  correspondence, 
telephone  or  personal  conferences.  Informal  contacts 
of  this  nature  relating  to  a  specific  case  are  generally 
not  allowed  once  a  formal  hearing  has  been  instituted, 
under  the  Board’s  “ex  parte"  rules. 

Regional  public  hearings  have  been  held  by  the 
Board  and  its  Office  of  Community  and  Congressional 
Relations  to  allow  consumers  to  provide  input  on 
essential  air  service  determinations  and  meetings  with 
individual  communities  are  held  on  a  continuing  basis 
to  assist  with  air  service  problems.  BCP’s  regional 
consumer  representatives  also  frequently 
communicate  with  consumers  through  the  media  and 
participate  in  meetings  and  other  public  functions  of 
consumer  groups.  In  formal  proceedings,  public 
hearings  may  be  conducted  by  administrative  law 
judges  in  communities  significantly  affected  by  the 
matters  to  be  decided. 

When  consumers  become  parties  to  formal 
proceedings,  they  may  tile  written  comments  and 
answers  to  comments  tiled  by  other  parties,  submit 
evidence,  and  take  part  in  hearings  before  an 
Administrative  Law  judge.  The  Board’s  rules  also 
allow  limited  participation  by  interested  persons 
without  formal  intervention. 

Notices  of  all  Board  proceedings  are  published  in  the 
Federal  Register.  In  addition,  the  Bureau  of  Consumer 
Protection  has  a  special  mailing  list  including  state 
and  local  consumer  oftices,  public  interest 
organizations,  consumer  reporters  and  travel  writers, 
and  other  interested  individuals,  to  alert  them  to  Board 
actions  and  proposals  that  may  significantly  affect 
consumers.  On  specific  subjects,  the  Board’s  staff 
obtains  mailing  lists  of  groups  and  individuals  who 
would  be  likely  to  have  a  particular  interest  in  the 
proceeding.  In  our  contacts  with  the  press,  such  as  the 
attached  press  release  on  proposed  rulemaking  to 
protect  handicapped  travelers,  we  provide  information 
about  proceedings  and  interested  consumers  may  send 
their  views  and  comments  for  consideration. 

III.  INFORMATION  MATERIALS 

Agency  Publications 

The  Board  publishes  a  consumer  guide  to  domestic 
air  travel  which  is  intended  to  inform  and  to  educate 
the  traveling  public  about  their  rights  and  air  carrier 
responsibilies.  The  guide,  “Fly-Rights,”  was  completely 
revised  and  issued  in  a  new  format  in  July  1979. 


Consumer  booklets  are  available  to  the  public  free  of 
charge  through  the  Consumer  Information  Center  in 
Pueblo,  Colorado  and  the  Board’s  Publication  Section. 
Regional  oftices  distribute  copies  of  publications  to 
individuals  and  state  and  local  consumer  groups  in 
their  respective  regions.  Plates  are  made  available  to 
any  organization  that  wishes  to  reprint  the  booklets  in 
quantity. 

In  addition,  the  Board  publishes  a  monthly  statistical 
report  of  consumer  complaints,  listing  the  airlines  and 
subject  matter.  Other  statistical  reports  of  interest  to 
consumers  provide  data  about  airline  on-time 
performance  and  bumping  records.  Consumer  Alerts 
and  other  press  releases  are  issued  ti'om  time  to  time 
dealing  with  specific  topics  of  interest  to  travelers, 
proposed  airline  fare  increases,  travel  during  the 
holiday  season,  and  service  reductions  or  changes  that 
may  affect  travel  plans.  (An  example  is  attached.) 

The  Board  also  publishes  its  orders  and  regulations 
on  a  current  basis.  Single  copies  of  these  are  available 
without  charge  to  individual  members  of  the  public 
and  consumer  organizations  on  request,  or  on  a 
subscription  basis. 

To  facilitate  the  dissemination  of  information  in 
public  hearings  on  essential  air  service,  the  Oftice  of 
Community  and  Congressional  Relations  developed  a 
booklet  explaining  Board  policies  and  procedures.  The 
booklet  has  been  distributed  to  more  than  a  thousand 
community  and  organization  officials. 

The  Board  also  requires  airlines  to  give  consumers 
certain  information  and  warnings  with  each  ticket,  and 
to  post  notices  in  airports  and  ticket  oftices.  ’These 
notices  cover  oversale  rules  and  procedures,  the  limits 
imposed  by  carriers  on  their  liability  for  lost,  damaged 
or  delayed  baggage,  limitations  on  liability  for 
personal  injury  or  death  in  international  air  travel,  and 
the  rights  of  consumers  to  inspect  the  carriers’  tariffs 
at  all  airline  ticket  coimters  and  offices. 

Usefulness  of  Current  Material 

“Fly-Rights”  gives  air  travelers  comprehensive 
information  about  air  travel  in  plain  English.  Since  its 
publication  in  July  1979,  it  has  been  a  best-seller  at 
GSA’s  Consumer  Information  Center.  We  think  "Fly- 
Rights”  is  a  very  useful  publication,  but  the 
information  is  not  complete  since  it  covers  only  air 
travel  within  the  United  States. 

Consumer  Alert  press  releases  are  useful  and  timely 
because  they  provide  a  quick  way  to  get  information 
out  to  the  public  on  specific  current  problems. 

Monthly  consumer  complaint  statistics  are 
somewhat  less  useful  to  individuals,  since  the 
information  is  presented  in  a  summary,  tabular  format 
that  requires  some  expertise  to  understand  and  is  not 
designed  for  the  general  public.  However,  newspapers 
frequently  publish  articles  based  on  the  monthly 
complaint  summary  and  the  Board’s  staff  provides 
detailed  background  information  to  reporters  calling 
for  assistance  in  interpreting  the  statistics. 

Although  the  Board  has  a  policy  of  applying  “plain 
English”  standards  to  the  orders  and  regulations  it 
issues,  most  of  these  documents  are  probably  not 
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immediately  useful  to  many  individual  consumers 
because  of  their  legal  nature  and  the  complexity  of  the 
material.  Individuals  with  particular  problems  or 
disputes  involving  an  airline,  however,  may  find 
particular  orders  or  regulations  extremely  helpful  in 
obtaining  resolution,  and  the  Board’s  staff  attempts  to 
provide  copies  of  the  relevant  documents  to  consumers 
who  have  made  complaints  or  requested  information 
from  us. 

Tariffs  and  airport  and  ticket  notices  are  not  very 
useful  because  of  the  legalistic  phrasing  used.  Tariffs 
also  are  lengthy,  complex,  and  poorly  indexed,  which 
makes  it  difficult  to  locate  specific  information  about 
air  fares  or  the  rules  governing  passenger 
transportation. 

Plans  for  Improvement 

“Fly-Rights”  is  being  revised  to  include  information 
and  advice  about  special  features  of  international 
travel.  The  Board  also  plans  to  issue  a  pamphlet  on 
charter  flights  within  the  next  few  months.  The  new 
edition  of  “Fly-Rights"  will  be  developed  during  the 
coming  fiscal  year  and  revised  as  needed  when 
regulations  change. 

A  new  computer  system  for  compiling  consumer 
complaint  information  is  being  developed  and  will  be 
in  place  early  in  1980.  The  monthly  complaint  statistics 
will  be  reformatted  and  include  topics  which  should  be 
more  informative  and  helpful  to  the  public. 

The  Bureau  of  Consumer  Protection  is  conducting  a 
comprehensive  review  of  all  the  notices  given  to 
passengers  through  airport  counter  signs  and  material 
printed  on  ticket  notices.  We  are  especially  focusing 
on  a  “plain  English”  approach  to  drafting  these 
notices. 

BCP's  staff  is  also  drafting  an  Advance  Notice  of 
Proposed  Rulemaking  soliciting  comments  from  the 
industry  and  the  public  on  how  a  plain  English 
approach  might  be  applied  to  airline-passenger 
contracts  in  place  of  the  tariff  system. 

Officials  Responsible  for  Consumer  Information 
Program 

The  Bureau  of  Consumer  Protection,  under  the 
supervision  of  its  Director,  has  primary  responsibility 
for  the  Board's  consumer  information  program.  Within 
BCP,  the  Policy  Development  and  Consumer  Action 
Divisions  share  the  job  of  developing  materials  for 
publication,  as  assigned  by  the  Director. 

Information  on  Agenda  of  Public  Meetings 

The  Secretary  of  the  Board  publishes  a  meeting 
announcement  one  week  before  every  scheduled 
Board  meeting.  On  the  morning  of  the  Board  meeting,  a 
revised  agenda  is  made  available  to  everyone 
attending  the  meeting.  Notices  are  printed  in  the 
Federal  Register  and  published  in  widely  distributed 
trade  publications. 

Each  meeting  announcement  contains  the  time,  date, 
and  place  of  meeting,  and  an  agenda  of  each  item 
scheduled  for  discussion  of  decision  at  the  meeting. 
Each  matter  is  identiHed  by  the  title  of  the  proceeding 


or  other  caption,  the  docket  number,  if  any,  and  an 
indication  of  what  action  is  to  be  considered  by  the 
Board  in  the  meeting. 

IV.  EDUCATION  AND  TRAINING 

The  Director  of  BCP  or  his  designated  representative 
is  responsible  for  informing  the  Board  and  staff  about 
the  Order  and  the  agency’s  activities  under  it. 
Executive  Order  12160,  together  with  a  memorandum 
summarizing  it,  has  been  circulated  to  the  Chairman, 
Members,  and  all  other  senior  officials  of  the  Board. 
Copies  of  the  draft  consumer  program  will  be 
circulated  to  the  Board  and  appropriate  staff  for 
review  and  comment,  before  adoption  by  the  Board. 

No  significant  changes  in  structure  are  planned  at 
the  present  time,  since  our  consumer  program  has  been 
in  operation  for'tnore  than  a  year.  If  any  changes  occur 
in  the  future,  the  staff  will  be  notified  by  desk-to-desk 
distribution  of  staff  notices. 

BCP  management  provides  in-house  training  for 
consumer  affairs  personnel,  as  part  of  its  ongoing 
program  of  staff  training.  All  BCP  staff  members  have 
received  a  copy  of  the  Executive  Order  and  the 
description  of  the  Board’s  consumer  program. 

V.  COMPLAINT  HANDLING 

During  the  past  year,  the  Board  has  made  intensive 
efforts  to  heighten  public  awareness  about  the 
agency’s  receptivity  to  complaints.  Our  field 
representatives  sent  mailings  throughout  their  region 
to  notify  the  public  of  the  presence  of  a  CAB  office  in 
the  area  and  our  willingness  to  assist  consumers  with 
air  transportation  problems.  Field  representatives 
made  numerous  contacts  with  the  press  which  resulted 
in  articles  and  broadcasts  publicizing  the  regional 
offices.  With  the  diminishing  of  CAB’s  activities  over 
the  next  few  years,  we  will  concentrate  on  working 
with  state  and  local  agencies  to  educate  them  in  the 
handling  of  air  transportation  complaints  and  to  teach 
consumers  to  be  their  own  consumer  advocates. 

All  consumer  publications  and  Consumer  Alert  press 
releases  contain  the  statement  that  consumers  may 
write  to  BCP  for  assistance  with  air  transportation 
problems.  Our  staff  is  interviewed  regularly  by  the 
press,  and  we  make  it  a  practice  to  ask  reporters  to 
include  the  mailing  address  for  complaints  in  each 
article. 

Format  for  Logging  Complaints 

All  complaints  received  by  BCP  (written  and 
telephone)  are  analyzed  and  coded  in  standard  topical 
categories.  Information  is  entered  into  a  computerized 
system. 

Consumer  complaints  received  by  the  Board’s 
Washington  office  are  routinely  directed  by  BCP  by 
the  mail  room  staff,  with  the  exception  of  essential  air 
service  problems  which  are  handled  by  the  Office  of 
Community  and  Congressional  Relations.  Complaints 
directed  to  regional  offices  are  handled  in  the  field. 
Consumer  analysts  and  field  representatives  bring  to 
the  attention  of  BCP  management  any  problems  which 
they  believe  warrant  field  investigation. 
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Response  Procedure 

A  computerized  complaint-handling  system  keeps 
track  of  complaints  from  date  received  until  date 
closed.  Complaints  involving  airlines,  travel  agents, 
and  tour  operators  are  referred  to  the  company 
involved  with  the  request  that  they  respond  directly  to 
the  complainant  and  provide  a  copy  of  their  response 
to  BCP.  A  copy  of  the  standard  computer-generated 
acknowledgement  is  attached.  The  standard  for 
sending  routine  acknowledgement  letters  is  15  working 
days  from  date  of  receipt  of  the  complaint.  Individual 
responses  are  prepared  to  answer  requests  for 
information  and  complaints  about  the  Board’s 
activities. 

If  the  complaint  involves  an  apparent  violation  of 
Board  regulations,  we  prepare  a  letter  to  the  carrier 
asking  them  to  pay  compromise  civil  penalties. 

Carriers  are  give  20  days  to  respond  to  civil  penalty 
letters.  Followup  letters  are  generated  by  computer 
every  30  days  for  all  pending  cases.  Weekly  reports 
are  submitted  to  the  Director  of  BCP  showing  the 
number  of  new  cases  opened,  cases  closed,  cases 
pending  and  acknowledgement  backlog. 

Monthly  statistical  reports  are  produced  which 
tabulate  the  number  of  complaints  by  airline  and 
subject  category.  These  reports  are  issued  as  press 
releases. 

Consumer  analysts  and  field  representatives  prepare 
weekly  narrative  reports  for  the  Director  of  BCP, 
highlighting  significant  consumer  problems  handled. 

In  June  of  1979,  BCP  conducted  a  survey  of  twenty 
percent  of  the  consumers  who  sent  complaints  to  the 
Bureau  during  a  three-month  period  in  1978.  Similar 
surveys  will  be  conducted  annually. 

OVERSIGHT 

The  Chairman  of  the  CAB  has  designated  the 
Director  of  the  Bureau  of  Consumer  Protection  as  the 
senior-level  official  to  exercise  policy  direction  for, 
and  coordination  and  oversight  of  the  Board's 
consumer  activities.  The  Director  of  BCP  is 
specifically  responsible  for  the  following: 

— Plans,  develops  and  directs  programs  to  carry  out 
the  Bureau’s  mission. 

— Advises  the  Board  on  the  effects  of  proposed 
policies,  programs  and  decisions  on  consumers. 

— Proposes  to  the  Board  positions  it  should  take  on 
consumer  issues. 

— Approves  and  supervises  BCP  participation  in 
Board  proceedings;  proceedings  of  other  federal,  state 
and  local  agencies;  and  litigation  on  behalf  of  BCP  or 
the  Board  in  federal,  state  or  local  courts  as  a  party  or 
intervenor. 

— Maintains  liaison  with  other  federal,  state  and 
local  government  agencies  in  connection  with  antitrust 
and  consumer  issues. 

— Represents  the  Board  with  outside  groups  in 
consumer  matters.  Serves  as  liaison  with  the 
President’s  Special  Assistant  for  Consumer  Affairs. 
Works  with  the  Bureau  of  Pricing  and  Domestic 
Aviation  and  the  Office  of  Community  and 
Congressional  Relations  to  resolve  specific  community 


or  congressional  problems  involving  consumer  interest 
issues. 

— Provides  technical  and  administrative  direction  to 
the  organizational  components  of  the  Bureau  of 
Consumer  Protection. 

— Exercises  authority  delegated  by  the  Board  in 
Parts  302  and  285  of  its  regulations. 

— Supervises  BCP’s  program  to  encourage 
competition  among  entities  under  the  Board’s 
jurisdiction. 

— Provides  the  Board,  its  staff  and  the  public  with 
reports  of  the  Bureau’s  activities. 

Dated;  November  23, 1979. 

By  the  Civil  Aeronautics  Board. 

Phyllis  T.  Kaylor, 

Secretary. 

BILLING  CODE  6320-01-M 
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CIVIL  AERONAUTICS  BOARD 

WASHINGTON.  D.C.  20428  IN  REPLY  RCFCR  TO; 

B-95:  79-XXXX 
December  1,  1979 


Mr.  John  Doe 

1234  American  Avenue 

Anywhere,  New  York  12345 

Dear  Mr.  Doe: 

We  have  received  your  letter  about  the  difficulty  you've  had 
with  Etcetera  Airlines. 

We  will  contact  the  company  and  ask  them  to  review  your 
complaint.  I  have  asked  Glenn  Wienhoff,  the  Chief  of  our  Consumer 
Action  Division,  to  make  sure  you  receive  a  response  from  them.  If 
after  hearing  from  them  you  have  any  questions,  please  contact 
Mr.  Wienhoff. 

If  you  write  us  about  this  again,  please  refer  to  the  number  at 
the  top  of  this  page  so  that  we  can  locate  the  case  in  our  files  as 
quickly  as  possible. 

Sincerely, 


BILLING  CODE  6320-01-C 


Reuben  B.  Robertson 
Director 

Bureau  of  Consumer  Protection 
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Staffing  Plan,  CAB,  Bureau  of  Consumer  Protection  as 
of  October  31, 1979. 

OFFICE  OF  THE  DIRECTOR  (9) 

Director 
Deputy  Director 

Assistant  to  the  Director  for  Program  Development 
Legal  Assistant  to  the  Director 
Secretaries  (2) 

Administrative  Officer 
Administrative  Assistants  (2) 

LEGAL  DIVISION  (23) 

Chief 

Assistant  Chief 
Attorneys  (14) 

Paralegal  Specialist 
Clerical/Secretarial  (5) 

Law  Clerk 

ANTITRUST  DIVISION  (12) 

Chief 

Assistant  Chief 
Attorneys  (6) 

Economists  (1) 

Clerical /Secretarial  (3) 

POLICY  DEVELOPMENT  DIVISION  (5) 

Chief 
Attorney 
Economists  (2) 

Secretary 

CONSUMER  ACTION  DIVISION  (53) 

Office  of  the  Division  Chief  (3) 

Chief 

Assistant  Chief 
Secretary  (1) 

Consumer  Assistance  Section  (22) 

Chief 

Assistant  Chief  (Vacant) 

Consumer  Protection  Analysts  (11) 

Clerical/Secretarial  (7) 

Data  Control  (3) 

Regional  Assistance  Section  (15) 

Chief 

Assistant  Chief 
Field  Representatives  (7) 

Air  Transport  Program  Assistants  (6) 

Investigation  Section  (13) 

Chief 

Assistant  Chief 
Investigators  (7) 

Auditors  (3) 

Clerical/Secretarial  (1) 

BILLING  CODE  6320-01-11 
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CIVIL  AERONAUTICS  BOARD 

WASHINGTON.*  D.C.  20428 


FOR  RELEASE: 


OH  OR  AFTER 
Tuesday 
June  5,1979 
CAB  79-122 

CAB  PROPOSES  RULE  BARRING  UNLAWFUL  DISCRIMINATION  IN  AIR  TRANSPORTATION 

OF  HANDICAPPED  PERSONS 

WASHINGTON,  D.  C.  (June5)--The  Civil  Aeronautics  Board  today  asked  for 
public  comment  on  a  rule  it  is  proposing  to  prohibit  unlawful  discrimination 
in  air  transportation  on  the  basis  of  handicap. 

The  Boc>rd  also  invited  applications  for  public  participation 
compensatioii  in  this  rulemaking.  Those  applications  are  due  by  July  f;, 

1979. 

The  CAB  said  that  its  proposed  rule  reflects  the  need  to  insure  that 
handicapped  travelers  have  adequate  access  to  air  transportation  and  to  affirm 
that  the  handicapped  are  protected  by  the  adequate  service  and  antidiscrimination 
provisions  of  the  Federal  Aviation  Act,  which  apply  to  all  airlines.  As  a  general 
matter,  the  CAB  said  the  air  carrier  should  have  the  burden  of  shov/ing  that  air 
service  to  the  handicapped  cannot  be  provided. 

The  rule  would  also  limit  the  situations  in  which  carriers  could: 

(a)  insist  that  handicapped  people  give  advance  notice  of  their  travel, 

and  (b)  require  a  handicapped  person  to  be  accompanied  by  an  attendant. 

The  CAB  said  that  two  tentative  decisions  are  basic  to  the  structure  of 
these  proposed  rules.  First,  all  passengers,  regardless  of  handicap,  should  be 
given  reasonable  access  to  commercial  air  transportation.  Second,  the  handicapped 
should  be  given  a  reasonable  opportunity  to  use  the  ordinary,  unaltered  services  • 
of  airlines. 


Contact:  Wallace  C.  Stef any 
(202)  673-5990 
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The  Board  said. that  it  believes  that  its  rules  will  help  set  the 
boundaries  of  travelers'  rights  and  carriers'  obligations.  Only  significant 
and  clearly  demonstrable  safety  concerns  or  the  most  extreme  considerations  of 
carrier  inconvenience  should  justify  refusal  to  carry  a  handicapped  passenger. 
Among  these  conditions  would  be  contagious  disease,  drunkenness,  and  serious 
illness  that  may  require  immediate  treatment.  Handicapped  people  v/ould  be 
presumed  fit  to  travel  unless  there  is  clear  evidence  to  the ‘contrary. 

To  make  air  travel  truly  accessible  to  the  handicapped,  the  Board  proposed 
to  require  carriers  to  accommodate  travelers'  desires  to  transport  their  ovm 
equipment  and  aids,  and  to  have  available  various  types  of  service  and  equipment 
to  be  provided  at  the  traveler's  request.  Except  for  pressing  safety  reasons,  the 
Board  noted;  the  carrier  could  not  require  a  handicapped  passenger  to  accept 
unrequested  special  services. 

Because  it  lacks  sufficient  information  on  the  subject,  the  Board  is  not 
now  proposing  to  require  structural  modifications  of  aircraft. 

Interested  persons  have  until  Sept.  4,  197S  to  submit  comnents  to  the 
CAB  Docket  Section,  1825  Connecticut  Avenue,  N.W.,  Washington,  D.C.  20428. 

(Docket  34030  ) 

-30- 

SPDR-70 


j 


Federal  Register  /  Vol.  44.  No.  238  /  Monday.  December  10. 1979  /  Notices 


71339 


CIVIL  AERONAUTICS  BOARD 


Contact:  Wallace  C.  Stef any  June  8,  1979 


(202)  673-5990  CAB  79-131 

CAB  CONSUMER  UNIT  OFFERS  TRAVELERS  ADVICE  ON  HOW  TO  MINIMIZE  THE  EFFECT  OF 
POSSIBLE  FUEL-RELATED  PRICE  INCREASES 

WASHINGTON,  D.  C.  (June  8  )— Recent  sharp  price  increases  for  jet 
fuel  will  likely  be  reflected  in  charter  and  regular  fare  prices,  the 
Civil  Aeronautics  Board's  Bureau  of  Consumer  Protection  (BCP)  said  today, 
but  knowledgeable  consumers  may  be  able  to  minimize  the  effect  on  their 
pocketbooks.  * 

Airlines  have  reported  that  they  are  experiencing  substantial  fuel 
price  increases,  BCP  Director  Reuben  B.  Robertson  said.  Supplemental  (charter) 
carriers  have  indicated  they  will  be  paying  as  much  as  75  cents  a  gallon  for 
fuel  in  July,  compared  with  the  45  cents  a  gallon  paid  in  January.  Scheduled 
carriers  also  have  experienced  substantial  fuel  price  increases. 

For  charter  passengers  this  will  likely  translate  into  price  increases 
in  the  form  of  fuel  surcharges,  Robertson  said.  This  can  occur  on  short 
notice  even  after  one  has  signed  up  for  a  tour  and  paid  the  full  tour  price. 

But  whether  or  not  a  charter  passenger  must  accept  the  surcharges  imposed  by 
the  airline,  Robertson  noted,  depends  on  the  tour  operator-participant 
contract.  In  many  cases,  the  tour  operator  reserves  the  right  to  assess 
fuel-related  price  increases  without  giving  the  consuner  the  right  to  cancel 
with  a  full  refund.  Charter  tour  purchasers  should  review  their  contracts  to 
see  whether  or  not  they  have  the  option  to  cancel  and  not  be  subject  to  such 
increases,  BCP  urged. 
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Under  new  CAB  consuner  protection  rules  effective  May  1,  charter 
contracts  for  flights  departing  in  July  or  later  must  limit  price  increases 
to  not  more  than  10  percent  of  the  total  trip  cost.  When  additional 
collections  are  greater  than  10  percent,  the  tour  operator  must  allow 
passengers  to  cancel  without  penalty.  The  contract  must  provide  for  increases 
before  any  additional  collection  can  be  assessed.  The  rule  also  requires 
that,  for  flights  after  July  1,  charter  participants  must  be  given  notice  of 
any  increase  at  least  10  days  before  departure. 

Consumers  who  question  whether  or  not  an  increase  that  the  charter  tour 
operator  is  passing  along  is  really  due  to  rising  fuel  costs  can  verify  that 
fact  by  contacting  the  airline  providing  the  charter  transportation.  Those 
who  question  whether  they  must  pay  the  increase  should  read  their  contract 
and  check  with  the  tour  operator  or  their  travel  agent. 

In  the  case  of  scheduled  transportation  in  the  United  States,  the  fare 
in  effect  on  the  day  a  ticket  is  purchased  is  the  total  price  that  a  traveler 
has  to  pay.  If  a  consuner  wants  to  be  sure  that  the  price  of  the  ticket 
will  not  rise,  he  or  she  should  purchase  the  ticket  as  soon  as' possible. 

For  scheduled  international  flights,  the  same  protection  is  being  offered 
to  a  limited  extent  by  most,  but  not  all,  U.S.  and  foreign  airlines. 

Consumers  can  protect  the  price  they  will  have  to  pay  if  tickets  are 
purchased  now  on  the  carriers  that  offer  the  fare  protection.  Airlines  that 
do  not  follow  this  procedure  can  make  an  additional  collection  when  the 
passenger  shows  up  to  board  the  flight,  if  the  fare  has  increased  in  the 
interim.  The  consuner  can  save  money  when  planning  for  international 
travel  by  inquiring  about  the  carrier's  practice  and  buying  the  ticket  to 
preserve  the  current  price  if  the  carrier  offers  protection  for  the  fare  now 
in  effect.  On  other  carriers,  a  passenger  may  be  charged  additional  money 
if  the  fare  is  increased  in  the  interim. 


[FR  Doc.  79-36682  Filed  12-7-79,  8:45  am) 
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